August 12, 1982
NUMBER 5030. 56

ASD (MRA&L)

Department of Defense Directive

SUBJECT : DoD Consuner Affairs Program

Ref er ences: (a) DoD Directive 5030.56, subject as above,

July 9, 1980 (hereby cancel ed)

(b) Executive Order 12160, “Providing for Enhancenent
and Coordi nati on of Federal Consuner Prograns,”
Sept enber 26, 1979

(c) DoD Directive 5000.19, “Policies for the Managenent
and Control of Information Requirenents,” March 12,
1976

(d) DoD Directive 5000.11, “Data Elenents and Data
Codes Standardi zation Program” Decenber 7, 1964

(e) DoD Directive 5105.18, “Departnent of Defense
Comm ttee Managenent Program” April 25, 1975

A. REISSUANCE AND PURPOSE

This Directive reissues reference (a) and inplenents reference
(b) to update responsibilities and guidelines for the DoD Consuner
Affairs Program

B. APPLICABILITY

This Directive applies to the Ofice of the Secretary of Defense
(0SD), the Mlitary Departnents, and the Defense Agencies (hereafter
referred to collectively as “DoD Conponents”)

.. PAQLICY

1. It is the policy of the Departnent of Defense that the needs
and interests of consuners shall be considered and addressed in the
formul ati on of DoD policies.

2. To encourage a dial ogue between the Departnent of Defense
and the consuner on defense products and services, the DoD Consuner
Affairs Program shall encourage active consuner participation. The
enphasis of this participation shall be focused on the interests of
the individual citizen wthin the defense community, while conpl enen-
ting the efforts of organized state and | ocal consuner protection
groups. The DoD Consuner Affairs Program shall be designed to increase
overall public awareness of planned defense activities, changes in DoD
policies, and other actions planned or being taken by the Departnent
of Defense, provided that the interests of national security are safe-
guar ded.



D. RESPONSI BI LI TI ES

1. The Assistant Secretary of Defense (Manpower, Reserve Affairs, and
Logi stics) (ASD(MRA&L)) shall serve as the Consuner Affairs Advisor to the
Secretary of Defense. In discharging this responsibility, the ASD(MRAS&L)
shal | :

a. Coordinate consuner affairs issues arising within DoD Conponents.

b. Participate in the devel opnent and review of DoD policies, prograns,
| egi slation, and rules -on consuner-related issues.

c. Be assisted by the OSD Principal Staff Assistants and the Chairs
of the Reserve Forces Policy Board, the A-reed Forces Chaplains Board, and
t he Econom ¢ Adjustnent Commttee.

d. Pl an, program and budget for DoD Consuner Affairs Program resources.

e. Serve as the Secretary of Defense’ s representative on the Consuner
Affairs Council established under E.O0. 12160 (reference (b)).

f.  Appoint a Special Assistant who shall:

(1) Assist the Consuner Affairs Advisor in all aspects of the
DoD Consuner Affairs Program including activities arising from participation
in the Consuner Affairs Council.

(2) Chair a DoD Consuner Affairs Coordinating Conmmttee consist-
i ng of representatives fromthe MIlitary Departnents and Def ense Agenci es.

2. 08D Principal Staff Assistants and the Chairs of the Reserve Forces
Policy Board, the Arned Forces Chapl ains Board, and the Econom c Adj ust nent
Comm ttee shall report sem annually to the Consuner Affairs Advisor on all
consuner-rel ated issues.

3. The Secretaries of the MIlitary Departnents and the Directors of the
Def ense Agenci es shall:

a. Collect and evaluate data on consuner affairs, as directed, in
accordance With DoD Directives 5000.19 and 5000.11 (references (c) and (d)).

b. Devel op consuner affairs prograns consistent with this Directive.

c. Address consuner concerns related to their activities.

d. Designate one person, on either a part-tine or full-tinme basis,
to serve as consuner affairs representative and to handl e consuner inquiries
and conplaints on prograns with significant consuner involvenent or inpact.

e. Notify their consuner affairs representative when a DoD Conponent

Is considering a new policy or programthat nmay have a significant inpact
upon consuners.
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4, Heads of DoD Conponents shall follow the guidelines prescribed in
encl osure 1.

E.  EFFECTI VE DATE AND | MPLEMENTATI ON

This Directive is effective i medi ately. Forward one copy of inplenenting
docunents to the Assistant Secretary of Defense (Manpower, Reserve Affairs,

and Logistics) within 120 days.

Deputy Secretary of Defense

Encl osure - 1
DoD Consuner Affairs
Program Cui del i nes
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DoD CONSUMER AFFAI RS PROGRAM GUI DELI NES

A CONSUMER  PARTI Cl PATI ON

1.  General . The Consuner Affairs Advisor shall consult with the Secre-
taries of the Mlitary Departnments, the Directors of Defense Agencies, and OSD
staff elenents to consider matters appropriate for consuner participation.

The Consuner Affairs Advisor, the Secretaries of the Mlitary Departnents, and
the Directors of Defense Agencies shall devise and inplenent a program for
early and neani ngful consuner participation in such matters. | f the Consuner
Affairs Advisor, the MIlitary Departnent Secretary, or the Defense Agency
Director disagrees on the appropriateness of consuner participation or on a
particular form of consuner participation in a given matter, the Secretary of
Def ense shall resolve the dispute. Consuner participation shall begin at the
policy devel opnent stage or at the rule or legislative drafting stage. Tech-
niques to collect information from consuners that involve the use of report
forms, questionnaires , surveys (witten, telephonic, or personal interview,
or simlar nmethods requiring answers to identical questions from 10 or nore
persons who are not enployees of federal agencies or instrunentalities wll
not be used unless clearances fromthe Ofice of the Assistant Secretary of
Defense (Conptroller) and the Ofice of Managenent and Budget are obtained in
accordance with DoD Directive 5000.19 (reference (c)).

2. Partici pation

a. Each MIlitary Departnent, Defense Agency, and OSD staff el ement
shal |l give appropriate consideration to consuner concerns in the course of
deci si onmaki ng.

b. Through its public affairs office, each DoD Conponent shall release
information to news nedia, giving notice of those matters significantly affecting
consuners of DoD products and servi ces.

C. Public foruns are encouraged to be held on substantive proposals
affecting a | arge nunber of consuners.

d. Unl ess specifically exenpted in witing by the Secretary of Defense,
the Secretary of a Mlitary Departnent, or the Director of a Defense Agency,
consuner input shall be obtained for each activity that involves service to
mlitary beneficiaries or the general public. Consuner representation shall
reflect the needs of the personnel served. Subj ects shall include, but not be
limted to, advising nmanagenent on product selection; adequacy of service;
hours of operation; consuner education progranms; responsiveness to patron
requi renents, suggestions, or conplaints; and consuner oversight and eval uation.
Any formal groups or commttees created under the DoD Consuner Affairs Program
shall be established in accordance with DoD Directive 5105.18 (reference (e)).

e. Exanples of consuner products and services provided by the Depart-
ment of Defense to the defense comunity and the general public at mlitary
installations follow



(1) DoD Products and Services Provided to the Defense Conmmunity

Post and Base Exchanges and Ships Stores
Comm ssaries and Navy Resale Stores
Concessi onai res
C ubs and Messes
Restaurants and Cafeterias
Snack Bars and Conveni ence Stores
Gas Stations
Hobby Shops
Four Season Stores
Thrift Shops
Mari nas
G othing Sales Stores
Gol f Courses
Day Care Centers
Ki nder gart ens
Nur seri es
Speci al Services
Red Cross
Travelers’ A d
Navy Relief Society
Air Force Ald Society
Arny Enmergency Reli ef
Conbi ned Federal Canpaign
Chapl ai n Servi ces
Housi ng Referral Services
Banks and Credit Unions
Bus and Taxi Services
Laundry and Dry-C eani ng Services
Shoe Repair
Medi cal and Dental Services
Ent onol ogi cal Servi ces
Refuse and Trash Col | ection
Educati onal Services
Soci al Counseling Services
School s and Col | eges
Adul t and Conti nui ng Education Prograns
Vendor Services
- Life Insurance - Autonobiles - Periodicals - Oher
Direct Retail Sales

(2) DoD Products, Services, and Facilities Provided to the Cenera

Publ i c

Surplus Property Sal es

Ti mber and Ti nber Product Sal es

Miseuns

Recreati onal Prograns

Gymmasi a

Par ades, Cerenoni es, and Special Events
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Open Houses

Emergency Use of MIlitary Airfields

Joint-Use Proposals of Mlitary Airfields

Aeroclubs

Cvil Ar Patrol Prograns

Scouting Prograns

Young Adult Conservation Corps Prograns

Yout h Conservation Corps Prograns

Job Cor ps

O her Youth Prograns

Conpr ehensi ve Educational Training Act Prograns

Use of Mlitary Medical Facilities for Energency Care

MIlitary Assistance to Safety and Traffic Prograns

Ref ugee Rel ocati on Prograns

Di saster Relief Assistance Prograns

National H storic Properties and Landmark Prograns

Sporting Events

Al r Shows

St ock Car Raci ng Prograns

O f-Road Vehicle Trails

Nature Trails

Public Hunting and Fi shing

Wat er Recreational Facilities

Sale of Utility Services

Nat ural Resources Educational Prograns

Change in Public Access to MIlitary Installations,
Properties, and Facilities

Ceneteries and | nternent Services

Agricultural Outleases

Grazing Leases

Nonm litary Use of Ranges, Firing and O her

Public Transit of MIlitary Danger Zones

Use of Material Recycling Centers

Use of Sanitary Landfills

Use of Public Picnic Areas

Activities in Buildings and Facilities to Wiich the
General Public Has Access

Transfers of Excess and Surplus Property to Charitable
Organi zations and to State and Local CGovernnents

Loans of Material and Equi pnent to Charitable O ganizations
and to State and Local Governnents

f. The Consuner Affairs Advisor may reconmend to the Secretaries of
the Mlitary Departnents, the Directors of Defense Agencies, and OSD staff
el ements ot her appropriate nethods and opportunities for consuner participation.

(1) Inspector General (IG) System The Departnent of Defense
provi des opportunities for consuners to express their views in the field and
at headquarters levels as well as at several points in the DoD deci si onnaki ng
process through the IG System  The IG also will ensure that the various con-
suner advocates fulfill their responsibilities for the success of the program




(2) Legal Assistance. The Judge Advocates General of the Mlitary
Departnents, through |egal assistance officers at the installation |evel,
provi de appropriate | egal advice to consuners.

(3) Consuners of Goods and Services Ofered in DoD Activities

(a) Nunerous procedures at the installation |level permt
consuners to express their views regarding goods or services offered by
DoD activities. Here, consuner interests and needs are conveyed first,
corrective action is taken, or referral to higher levels is acconplished.

(b) Consuner comrents are anal yzed and passed from advi sory
groups and staff elenents to the appropriate decision level. These consuner
suggestions may be received from

1 Witten correspondence.

2 Direct contact by consuners with local installation

of ficials.
3 Consuner participation conferences.
4 Consuner advisory groups.
5 |Inspectors General interview and conplaint systens.
6 Sanpl e surveys.
I Mlitary community service organizations.
8 In-store interviews.
9 Patron purchase panels.

10 Suggestion boxes.
11 Custonmer “Vant” slips.

(c) Communi cations to Consuners on |ssues and Deci sions.
Consuners are infornmed of issues and pending final decisions that affect
t hem t hrough publication in the Federal Register, internally dissem nated
information, service press, local press, and |egislative releases. Pol i ci es
are pronul gated by such neans as DoD Directives, Instructions, and Regul ati ons.

(d) Feedback to Consuners About Their Comments. Witten
comments from consuners shall receive a direct reply fromlocal installation
of ficials. Moreover, |ocal commanders, or their representatives, nust partic-
i pate in onbase consunmer group activities, such as personnel advisory councils
and clubs, to discuss the devel opnent and status of consuner suggestions.

(e) Consuner Education. A continuing effort shall be nmain-
tained to educate consuners. Exanpl es i nclude commanders’ calls, tel ephone
and installation newspapers, hotlines, books, panphlets, fact sheets, filns,
and Anerican Forces Radio and Tel evision Service prograns overseas where
topi cs such as best buys, open dating, and unit pricing are discussed.
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B. | NFORVATI ONAL MATERI ALS

1. Publicizing the DoD Consuner Affairs Program DoD Conponents shal
use existing public affairs offices to publicize the DoD Consuner Affairs
Program and rel ated consuner activities.

2. Useful ness of Current Material. The follow ng publications provide
Information that nay affect the consuner of DoD products or services:

a. DoD Directive 5100.54, “Homeowners Assistance Program’”
Decenber “29, 1967.

b. DoD Directive 5400.9, “Publication of Proposed and Adopted Regul a-
tions Affecting the Public,” Decenber 23, 1974.

c. DoD Directive 5400.7, “DoD Freedom of. Information Act Program”
March 24, 1980.

d. DoD Directive 1344.7, “Personal Comercial Affairs,” July 1, 1969
(governs the conduct of private solicitation on DoD installations and prescribes
the intent of the Departnent of Defense to safeguard and pronote the welfare
and interests of its personnel as consuners).

e. DoD Directive 1344.1, “Solicitation and Sal e of I|nsurance on Depart -
ment of Defense Installations,” August 31, 1977 (establishes standards of con-
duct in soliciting and selling insurance on DoD installations).

f. DoD Directive 1344.9, “Ilndebtedness of Mlitary Personnel,” My 7,
1979 (prescribes procedures for processing clainms of indebtedness agai nst
nmenbers of the MIlitary Services).

g. DoD Drective 1330.9, “Arned Services Exchange Regul ations,”
May 12, 1982 (establishes patron eligibility and prescribes authorized goods
and services).

h. DoD Directive 1330.17, “Armed Services Commi ssary Store Regul ations,”
May 4, 1978 (establishes patron eligibility and prescribes authorized goods
and services).

3. Oficials Responsible for Consuner Information Program The Consuner
Affairs Advisor, and designees, shall review current informational naterials
and provide advice regarding the preparation of new materials.

4, | nformati on on Agenda of Public Meetings. Expl anatory nmaterials for
consumer L[] eetings shall be prepared by the DoD Conponent concerned, with
appropriate assistance fromthe Consuner Affairs Advisor. The materials shal
descri be general topics of concern as well as the date, tine, place, and format
for the neeting and shall invite suggestions for additional topics to be
addressed at the neeting. These Oaterials shall be [Jade avail able through the
public affairs office and shall be nmailed to appropriate organi zations in the
area in which the neeting is to take pl ace.




C. EDUCATI ON AND TRAI NI NG

1. Areas in Wiich Training |Is Provided

a. Training shall be provided in conplaint handling and in other mat-
ters the Consuner Affairs Advisor determ nes would help inplenment the program

b. The Consuner Affairs Advisor shall respond to inquiries about the
program and shall assist the Secretaries of the Mlitary Departnents and the
Directors of Defense Agencies in its inplenentation.

2. Speci alized Training for Consumer Affairs Personnel

a. Mlitary Departnents and Defense Agencies shall train consuner
affairs representatives in conplaint handling and other consumer affairs
responsibilities . The training shall cover the major consuner resources of
t he Departnent of Defense and ot her governnent agencies, courtesy and attitude
In responding to mail and tel ephone inquiries, guidelines for appropriate
responses to inquiries, and disclosure policies regarding pending DoD matters.

b. The MIlitary Departnents and Defense Agencies shall sponsor the
attendance of consuner affairs representatives and others at training sessions
provi ded by other federal agencies.

D.  HANDLI NG OF COWPLAI NTS

1. | nterest in and Methods for Filing

a. After consultation wth the Consuner Affairs Advisor, the Assistant
Secretary of Defense (Public Affairs) shall issue press releases containing
I nformation to educate consuners on the DoD Consuner Affairs Program and to
invite informati on, comments, and conpl ai nts. The rel eases shall specify the
offices within the Departnent of Defense to which witten comments, reports,
and conpl aints shall be directed.

b. Al DoD informational publications shall be reviewed by the Consuner
Affairs Advisor to consider whether revisions are appropriate, to indicate DoD
receptivity to comments and conplaints, and to designate a point of contact
within the Departnment of Defense.

2. Eval uati on of Conplaint Handling System The Consumer Affairs Advisor
shall survey the MIlitary Departnents, the Defense Agencies, and OSD staff el e-
ments , when required, to determ ne the volunme and types of consumer inquiries
recei ved and the procedures used in handling inquiries. The Advi sor al so shall
ensure that conplaints receive tinely, courteous, and appropriate responses.

3. | nformati on Requirenent. The Consuner Affairs Advisor shall provide
to the Secretary of Defense an annual report that assesses the effectiveness
of the DoD Consuner Affairs Program The Secretary of Defense, the Secretaries
of the Mlitary Departnents, and the Directors of Defense Agenci es shal
consi der the patterns of conplaints received and the concerns expressed regarding
DoD policies and practices. Pol i cy changes shall be nade as needed.




